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Avaya Solution and Interoperability Test Lab

Application Notes for interoperability between SYMON Enterprise
Software Version 11.0.1 and Avaya Aura® Contact Center Release 6.0
— Issue 1.0

Abstract

These Application Notes describe a solution comprised of Avaya Aura® Contact Center Release 6.0
and SYMON Enterprise Software Real-Time Display Version 11.0.1. During the compliance testing,
the SYMON Enterprise Software was able to successfully connect to CCMS server’s database, monitor
all available statistics, and prove that the values collected are accurate and in harmony with the
predicted values in Avaya Aura Contact Center 6.0.

Information in these Application Notes has been obtained through DevConnect compliance testing and
additional technical discussions. Testing was conducted via the DevConnect Program at the Avaya
Solution and Interoperability Test Lab.

KP; Reviewed: Solution & Interoperability Test Lab Application Notes 1 of 30
SPOC 2/25/2011 ©2011 Avaya Inc. All Rights Reserved. SES RTD AACC



1. Introduction

The objective of this compliance test is to validate that SYMON Enterprise Software Version 11.0.1
(hereafter referred as SES) can connect successfully to the database of Avaya Aura® Contact Center
Release 6.0 (hereafter AACC), monitor all available statistics, and prove that the values collected are
accurate and in harmony with the predicted values from AACC.

2. General Test Approach and Test Results

The General test approach was to verify that the SES was able to integrate with the AACC. SES uses the
Avaya Aura Collector (AAC) to connect to the AACC 6.0 RTD API to monitor a wide range of real time
statistics that are available from AACC 6.0. The AAC is part of Portal Administrator, which is an
application that is part of SES and runs on the same PC.

Once Avaya Aura Collector is logged into AACC, all keys are extracted from the database including
Application, Skillset, Agent, and IVR Queue statistics. All statistics can be viewed using a Portal Data
Viewer, which is a debugging tool that is part of SES.

2.1. Interoperability Compliance Testing

The focus of this testing was to verify that SES can connect to Avaya platform using AACC 6.0
successfully, monitor all available statistics, and prove that the values collected are accurate and in
harmony with the predicted values from AACC 6.0.

The scope of the test was to verify that a reliable connection to AACC 6.0 can be established, all available
statistics for a specific application, skillset, agent, IVR or Nodal queue can be published, and the real-time
statistics collected are verifiably accurate as compared to the data reported by other real-time monitoring
devices.

2.2. Test Results

The testing was sucessful and all objectives were verified and met. All test cases were executed and they
all passed.

2.3. Support

Technical for the SYMON Enterprise Software can be reached by contacting email at
support(@symon.com or phone +1 (877) 789-8324.

3. Reference Configuration

Figure 1 illustrates the network diagram configuration used during the compliance testing between the
AACC and the SES.

KP; Reviewed: Solution & Interoperability Test Lab Application Notes 2 of 30
SPOC 2/25/2011 ©2011 Avaya Inc. All Rights Reserved. SES RTD AACC


mailto:support@symon.com

— "'*—-.\\\
.,

f,/ 2050PC Avaya Aura Contact Center \\
F— 6.0 |
Il - —_—

igm: yE———
Agent1 CDN £4000
2002P2 :
1
1
1
Agent 2 I
1
Signaling Server 1
2004P2 AML Link 1
"""" e oy remes B
B = TTTTTTTTTTTN
C510006.0 |
BEEniE = I SYMON SES Server 11.0.1
|
|
1140 !
CDN 55555

Y t4 L
A Agen Avaya CallPilot™

Figure 1 — Network Diagram Configuration

4. Equipment and Software Validated

The following equipment and software were used during the lab testing:

System Software Version
Avaya CS1000E Call Server (CPPM): 6.00RJ
Signaling Server (CPPM): 6.00.18
Avaya IP Soft Phone 2050 3.04.0003
Avaya [P Phone 1140 0625C60
Avaya IP Phone 2004P2 0692D93
Avaya IP Phone 2002P2 0604DC5
Avaya CallPilot 5.0
Avaya Aura” Contact Center 6.208
SYMON Enterprise Software 11.0.1

5. Configure Avaya CS1000

This document assumes that the Avaya CS1000 was properly installed and configured as per the product
document. For more information about how to install and configure Avaya CS1000, please refer to
Section 10 [1].
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6. Configure Avaya Aura® Contact Center

This document assumes that the AACC system was properly installed, configured and operated as per the
product document, for more information about how to install, configure and administer please refer to
Section 10 [2]. This section provides additional steps in creating a new user name and password that is
used by SES to connect to AACC CCMS’s database.

To create new credentials, log in to the CCMS server as administrator where the System Utility
application is installed and navigate to Start > All Programs > Avaya > Contact Center > System
Utility.

The Server Utility Login window appears as shown in Figure 2. Enter username sysadmin and its
password to log in to the Server Utility application, to obtain the sysadmin password, please contact the
system administrator.

Avaya Contact Center Manager - Server Utility Login ﬂ |
Uzer D Is_l,lsadmin Ok |
Pazsword: I ******* 4 Cancel |
Server Mame or |P Address: IdEVaaCC j

Avapa Contact Center Manager Server Utiliby, Werzion
8005

Copypright 2 2010 Avava Inc. All Rights Reserved.. s

'

Figure 2 — Server Utility Login window

Figure 3 below shows the Server Utility application window. To open the Users window, right click the
mouse button on the Users tab under the User Administrator and select the Open options.
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Figure 3 — Server Utility window

The Users window appears as shown in Figure 4. In the User window, navigate to File > Add new user.

2 Users - devaacc M=]
File ‘iew Help
3 x| @2 @
Lask name Firsk name Title Deparkment Language
Anent DeFaulk English
\ngent 1 English
\Agent z English
Aigent 3 English
Anent 4 English
v aya Test English
Super 1 English
SuUpetvisor DeFaulk English
Supervisor 1 English
< | ja
For Help, press F1 MUM

Figure 4 — Users window

KP; Reviewed: Solution & Interoperability Test Lab Application Notes 50f 30
SPOC 2/25/2011 ©2011 Avaya Inc. All Rights Reserved. SES RTD AACC



Enter user information as shown in Figure 5 and 6 and click on the Save button.

New User EE |

General | Desktupl

First name: IKhanh g

Last name: |F'ham e

Comments: Far testing ]
[~

Title: ITest Engineer

Department: IDevEDnnectI

Lanquage: I Englizh j

Save I Cancel Help

Figure S — General tab of the New User window

KP; Reviewed: Solution & Interoperability Test Lab Application Notes 6 of 30
SPOC 2/25/2011 ©2011 Avaya Inc. All Rights Reserved. SES RTD AACC



New User EE |

General Desklop |

ger D Iphamk Set Paszword |

Pazgwiord retry count; IEI v Password Expires

IJzer desktop status:

jOK. Lock Out |

Access Class: == | C5| Centre Admin =]

<none = ho access nights:
adrmin roup
‘Call Centre Admin

o Save I Cancel Help

Figure 6 — Desktop tab of the New User window

By default the initial password expires after first login and must be changed as shown in Figure 7 and
click on the Change Password button as shown in Figure 8 to change the password.

Avaya Contact Center Manager - Server Utility Login E |
User ID: {pharnk 0K |
Pazaword: |*“*“*’1 Cancel |
Server Name or [P Address: Idevaacc j

Avaya Contact Center Manager Server Utility, Yerzion
B.0.05

Coppright 2 2010 Avava Inc. All Rights Reserved.. Help

'

Figure 7 — First login of new user in the Server Utility Login
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Password Expiry - devaacc - DEYAALCC | x| |

Q our pazzword has expired.

Pazzword muzt be changed before the 'devaacc' server
cah be acceszed.

Cancel |

Figure 8 — Password Expiry window

7. Configure SYMON SES Server

This document assumes that SES server was properly installed and configured by a SYMON Engineer.
This section provides steps on configuring the SES Portal Administrator and Portal Data Viewer to
work with AACC system.

7.1. Configure SES Portal Admin

To configure PortalAdmin log in to the SES server as an administrator go to: Start > All Programs >
Symon Enterprise Server > Portal Admin, the PortalAdmin window appears as shown in Figure 9.
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Figure 9 — PortalAdmin window

On the left hand side of the PortAdmin window, click on the Add Aura icon to Add Aura/CCM Collector
as shown in Figure 10.

Enter a name in the name box as Aura CCM and click on the Next button to continue.
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Add Aura/CCM Collector

%)

Enter a dezcriptive name for the Aura/CCk
A, collector. This will dizplay on the callector for
quick reference.

iz CCH IR

Critic:al Infarmation

Frior to adding the Awa/CCM collector, you should contact your
Aura/CCM adminiztratar and obtain lagin infarmation, as well az
the infarmation about the aszociated Spbase database.

Without the appropriate login information, connection o the
Aura/CCM cannot be made.

| Mest » | Cancel

Figure 10 — Add Aura/CCM Collector window

The next window appears as shown in Figure 11. Enter the credentials that were created in Section 6 and
the IP address of CCMS server.

Click on the Next button to continue.

Add Aura/CCh Collector X

ey Enter wour lagin name and pazswaord far the Aura/CCM.

Lagin Mame |phark. =

EERETT

Paszward

Enter the P Address far the Aura/CCH. This should have been
provided by the Call Center &dministrator

IP &ddress 47 248100 50 e

¢ Back | Hest > | Canicel

Figure 11 — Enter the credentials on the Add Aura window

The summary window appears as shown in Figure 12 and click on the Finish button to complete adding
an Aura CCM and go to the Aura/CCM Collector Properties window.
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Add Aura/CCH Collector

P Your new AuradCeM collector can now be added
to Publizher.

Fleaze continue your setup by zelecting the data you wish to
retrieve and publizh uzing the Aura/CCM property pages.

Wwharning

Generally, the default zettings for the associated Spbase
database are correct. However, if wour administrator has
maodified the Spbasze zettings. they will heed ta be madified in
the Aura/CCM collectar via its General properties page.

+

< Back Cancel

Figure 12 — Add Aura finishing window
The Aura/CCM Collector Properties window appears as shown in Figure 13 below.

Aura/CCM Callector Properties E|

General l Keys ]

B, Collector Mame Cumulative Statistics Method

s CCM Appl | b it windone

Aura/CCM Server

Skilsst | Moving windov

Lagin Name |phamk Agent |Mwing window

EEREETY

Paszwiord

P Address 47 248100, 50
Ipdate Frequency [zec) 53:

] | b it windone

Foute |M|:ﬂ-.-'ing window

Ll Led Led Led Led Lo

Modal |I'v1|:wing o

Figure 13 — Aura/CCM Collector Properties window

Click on the Keys tab of Aura/CCM Collector Properties window as shown in Figure 14.
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On the right hand side at the bottom of window, click on the More... button of the Database Connection
section.

Aura/CCH Collector Properties

General Feys l

Select table g

Agent Mamesz F.ey Reload Feps |

Remove Expired Keys |

[ atabaze Connection

Mare... |-|—

OF. | Canizel |

Figure 14 — Keys tab of Aura Collector Properties window

The Aura/CCM — Database Connection window displays as shown in Figure 15
Click on the Select DSN button to open Select Data Source window.

AurafCCH - Database Connection

Select DSH

Cancel

Figure 15 — Aura/CCM - Database Connection window

The Select Data Source window appears as shown in Figure 16.
Select the Machine Data Source tab and click on the New button to create a new database.
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Select Data Sournce

File Data Source { Machine Data Source

Data Source Mame Type Description L
Bura Cache System  AALCC

Aura_Cache System  Away fwura CCMS Cache Database
cachel System

Cachez System

CACHECLIEMT Samples System  Cache Configuration and Mamespace
CACHECLIEMT Uszer System  Cache Configuration and Mamespace

M artelSyrmon System  Martel Cache DB

Folyhedra Idzer Polvhedra 32-bit Driver I,
<

& Machine Data Source iz zpecific ta thiz maching, and cannot be zhared.
"Uzer' data sources are specific to a user on thiz machine. "System' data
zolrces can be uzed by all users on thiz machine, or by a spstem-wide service.

»
— Mew...

ak. | Cancel Help

Figure 16 — Select Data Source window

The Create New Data Source window appears as shown in Figure 17.

Select the System

KP; Reviewed:

Data Source option and click on the Next button to continue.

Create Mew Data Source

Select a type of data source:

" User Data Source [Spplies to this machine only)

f+ Syster Data Source [Applies ta this machine only

Selecting System Data Source creates a data source
which iz specific to thiz machine, and uzable by any
uzer who logs onto thiz machine.

3

Figure 17 — Create New Data Source window
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In the list of database, select the InterSystems ODBC35 as shown in Figure 18 and click the Next button
to continue.

Create Mew Data Source §|

Select a driver for which you want bo 28t up a data zource.

M arne | WA
Diriver da Microsoft para arquivos besto [©tt; “oev] 4
Drriver do Microzoft Access [*.mdb]
Diriver do Microzoft dB ase [*.dbif]
Diriver do Microzoft Excel( =lz)
Diriver do Microsaft Parados [*.db ]
Diriver para o Microzaft izual FoxPro
InterSystems QDBC
Intersystems ODBC35
Mizrozoft Access Driver [7.rdb]
kdimrmnm FE A Trmibmr 1% AR

£

vh-ﬂ-l\.‘ll\.‘!mhhhh

< Back '1 Mest » ) Cancel

e —

Figure 18 — Selecting InterSystems ODBC35 database

The summary database window appears as shown in Figure 19.
Click the Finish button to complete adding new database and go to the detail of InterSystem Cache
ODBC Data Source Setup window.

Create Mew Data Source §|

wihen pou click Finizh, you will create the data zource
which you have just configured. The driver may prompt you
for mare information.

System Data Source
Drriver: InterSystems ODBC35

Cancel

cgack ([

Figure 19 — The summary database window

KP; Reviewed: Solution & Interoperability Test Lab Application Notes 14 of 30
SPOC 2/25/2011 ©2011 Avaya Inc. All Rights Reserved. SES RTD AACC



In the InterSystem Cache ODBC Data Source Setup window, enter database information as shown in
Figure 20 below.

Note: The Cache Namespace must be CCMS_STAT which is the name defined in the CCMS server,
other name would result in a failure of connecting to CCMS database.

InterSystems Cacheé ODBC Data Source Setup

D ata Source

M ame Description

RTD e |Far testing RTD
Connection

Host [IP Address] Bort Caché Mamespace
|4?‘.24E.1EIEI.5D tf— |'IEI?'2 f— CCMS_STAT s

Authentication Methad

(* Pazgword " Kerberos Cancel

" Pazzword with 55L/TLS

ok

~
U zer Mame Test Connechion
|phamk .

Pazzwiord

xxxxx:1 Plng

# Times | 1000

Mizc

[ ODBC Log [ Static Cursors [ Dizable Query Timeout Help

[ Usze Locale Decimal Symbal I Uricode SOLT ypes

Figure 20 — InterSystem Cache ODBC Source Setup window

Click on the Test Connection button to test connectivity with CCMS server. If everything is correct,
another window appears as shown in Figure 21 stating that “Connectivity test completed successfully”.
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InterSystems Cache ODBC Data Source Setup

Caché ODBC Fing Results

Drriver = C:\Program FilessCormmon FilesMnterS ystemshCache\CacheODEBI A
Diriveer YWerzion = 2009.1.0.446.0

Data Source Mame = RTD

Host [IP Addiess] = 47 248.100.50
Port = 1972

Caché Mamespace = CCMS_STAT
Authentication Method =0 - Password

< b

Caonnectivity test completed succeszsfullyl

Figure 21 — Test connectivity window

Click the OK button to go back to the main window of InterSystems Cache ODBC Source Setup.
Click the OK button of the InterSystems Cache ODBC Source Setup window to go back to the Select
Data Source window

Click the OK button of the Select Data Source window to return to the Aura/CCM — Database
Connection window as shown in Figure 22.

Aura/CCM - Database Connection E|

Tt DoM Y| |Provider=M5DASHLA E stended
T=1972.DATABASE=CCMS_STAT AUTHEMTICATIO
N METHOD=0:UID=phamk PwD=123456.5TATIC
CURSORS=0QUERY TIMEOUT=0:UNICODE
SOLTYPES=0"

- ak, Cancel

Figure 22 — Aura/CCM - Database Connection with data added

Click the OK button to return to the Aura/CCM Collector Properties window with keys of applications
loaded as shown in Figure 23.
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Aura/CCM Collector Properties

X]

General Feps l
Select table |.-'1'-.gent f— j
Agent Mames ke Reload Kepz |
O Aoent 1 1000
o figent 2 1000z Remove Expired Ke_l,ls|
O Aoent 3 10011
O Aoent 4 a0z _
om fgent Default 939994... Database Cornection
O Super 1 10003
O Supervizor D efault 0
— (] Cancel

Figure 23 — Aura/CCM Collector Properties with keys loaded

Click OK to complete the process of creating new database and connecting to CCMS database and return
to the PortalAdmin window as shown in Figure 24.
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2 Portalbdmin - Server : Local

Eile
=

My Data Sources

UM ScRL

Figure 24 — PortalAdmin window with Aura CCM created

To publish the Agent application table, click on the Agent application tab under the Aura CCM collector
that has been created. All keys of Agent application are listed under the Available Fields column of

Fields window as shown in Figure 25.
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2 Portalbdmin - Server : Local

FIELDS

Available Fields = | Pubkished Fields
abe frwering Skillsat

= DM In Time In State
## DM Out Time In State
=x Key field - Ager 1D
st Key field - Mame

=& Postion D

abe Shate

abe Supesvizor

=& Time In MGCC

Bemaove

My Data Sources

UM SCRL |
Figure 25 — Aura CCM - Agent application window
Select all fields of Available Fields column and click Add button as shown in Figure 26.
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2 Portalbdmin - Server : Local

Eile
™ R

Caollactors

i fura CCM - Inactive

My Data Sources

WM SCRL

Figure 26 — Selecting fields of Agent application

All fields are now moved to Published Fields column as shown in Figure 27 and then click on the Save
button to save it.
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2 Portalbdmin - Server : Local

= fura CCM - Tnactive 3
3 horseation FIELD Urpubli Teble | Seve | ViewKess|
"RI Avwadable Fields _ Published Fields

Route abe Anzweting Skillset
22 DN In Time In State
Shset DN Out Time In State
CDBC Coleckor - Inact U
Pibished Vartbles - Mo Shebs 2 ey field - Agent ID
Syskem - Mo Stabe abe Ky field - Hame
=& Posilion 1D
abe Slate
abe Superason
x2 Time In NGCC
JEE=E)
My Data Sources

Figure 27 — Adding fields of Agent application to Published Fields

The View Keys now becomes available as shown in Figure 28.
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2 Portalbdmin - Server : Local

\ A
Unpublsh Table | [ o0 | [VieFeps|

Avadable Fields | Publkished Fields

abe Angweding Skillat

22 DN In Tine In State
#2 DM Out Tirne In Stale
=x Key field - Agent ID
abe Ky field - Name

22 Position 1D

abe Slate

abe Supsrasor

#2 Time In NGCC

Bemaove

_a |
_Bemove |

My Data Sources

WUM SCRL

Figure 28 — View keys button

Click on the View Keys button, the Agent keys will display on the Available Keys column of KEYS
window as shown in Figure 29.
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2 Portalbdmin - Server : Local

Eile
=

o urs CCM - Inactive
| Vieys Fieids
2] Application
= R | Available Keps [1m Published Keys | 1D |
el Route o Sigent 1 10001
& o= Aaent 2 10002
) Sltet o figent 3 10011
Mm“!:“mm";# o figen 4 10012
ysheen - No State o= Agent Defauk 9999959
[ Suapeey 1 10003
fow Sugpervicor Dedault 0
& |
_Bemove |
My Dala Sources £ &
WUM SCRL

Figure 29 — The Agent Keys window

To publish all keys of Agent application, select the Published All Keys check box and all keys will be
published and moved to the Published key column as shown in Figure 30.
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2 Portalbdmin - Server : Local

Eile
™ R

Caollactors

i fura CCM - Inactive

.:. Application
VR | Avalsble Keys | ID Pubkshed Keys | 1D
foute o Agent 1 10001
P o Agent 2 10002
:"W"'_dr::::‘:'m&“ o= Agenit Defaull 999999939
©= Super 1 10003

O= Supervizol De,., 0

|
|
|
|
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Figure 30 — Publish all keys

Click on the Save button to save configuration and complete the publishing of all keys of the Agent
application as shown in Figure 31.
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Figure 31 — All keys of Agent application published

Apply the steps above of publishing Agent application for remaining applications of Aura CCM such as
Application, IVR, Nodal, Route, and SkillSet.

To activate the Aura CCM collector, right click on the Aura CCM and select the Activate option on the
menu as shown in Figure 32.
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2 Portalfidmin - Server : Local

My Data Sources

NUM 'SCRL ,;:L
Figure 32 — Activate the Aura CCM Collector
The Aura CCM collector is successfully activated as shown in Figure 33.
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2 Portalbdmin - Server : Local

My Data Sources

Figure 33 — Aura CCM collector activated

7.2. Configure SES Portal Data Viewer

To open Portal Data Viewer, log in the SES server as administrator and navigate to
Start > All Programs > Symon Enterprise Software > Portal Data Viewer, the Portal Data Viewer
window appears as shown in Figure 34.
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Figure 34 — Portal Data Viewer

Under Collectors tree menu, expand aura folder and then expand Aura CCM folder and click on the

aura_agent tab to display real time data of Agent application streamed from the CCMS server as shown
in Figure 35.

“5 Portal Data Yiewer- aura_apent
= = Cidavion Il Rielraa  sgend_wd| naine duperail | thale bims_iey oo | ardvasing ikl m‘m.l__w‘_n‘mlﬂ d'.__n‘uu‘_ndmlﬂ posian_if| kashopdsle
= ] BT 26 1000 | Agerd 1 000 ACTIVE 47| 5K1 0 0 ANH247
ER=1" e ] EATA61 10002 Agerd 2 [LLH]] B DHOUT ALTY 40| Skilset ) A 0 JRH 217
B mxn_sgert e E4AT401 1000 1] Agerd 3 MO STATE AN 217
& BEE_aphain 4487451 100703 Agird 4 MO STATE ANo127
El swn_pa BT 50 | TR Agerd [nefsul MO STATE Anda?
& swn_nodd BT 2E] 0003 Supeer 1 MO STATE AT
& mzn_ioan EBTAE] O Supervios Dl MO STATE JNH 217
H mrn_ shilloet
5 maarrelsin
# O ochooolectorbd 874252
* 00 puberan
+ :l spulem
Colechus 5 titles

Figure 35 — Real time data of Agent application displayed on the Portal Data Viewer
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Continue to click on the aura_application, aura_ivr, aura_nodal, aura_route and aura_skillset tabs to
display its real time data streamed from CCMS server.

8. Verification Steps
The following are typical steps to verify the interoperability between the SES v11.0.1 and AACC 6.0.
e Create 4 ACD IP Phone agents in CS1000 system.
e Acquire these agents by AACC.
e Log these agents in.
e Make a call to controlled DN of AACC.
e Answer incoming call on agent phone.
e Open the SES Portal Data Viewer and check the RTD data, it should be accurate and matched with
RTD data on the AACC.

9. Conclusions

All of the executed test cases have passed and met the objectives as outlined in Section 2. The
SYMON’s SES v11.0.1 is considered compliant with Avaya Aura Contact Center Release 6.0.

10. Additional References

Product documentation for Avaya products may be found at:
https://support.avaya.com/css/Products/

Product documentation for SYMON products may be found at:
http://www.symon.com/support.shtml

[1] Avaya CS1000 Documents:
Avaya Communication Server 1000E Installation and Commissioning
Avaya CS 1000 Co-resident Call Server and Signaling Server Fundamentals
Avaya CS 1000 Element Manager System Reference - Administration

[2] Avaya Aura CC 6.0 documents:
Avaya Aura™ Contact Center Planning and Engineering
Avaya Aura™ Contact Center Installation
Avaya Aura™ Contact Center Server Administration
Avaya Aura™ Contact Center Overview
Avaya Aura™ Contact Center Fundamentals
Avaya Aura™ Contact Center Manager Administration — Client Administration
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